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A Home in the Best Sense

SLA is a place where information professionals
can find a welcoming and nourishing
environment, learn new skills, and renew their
passion for their jobs and careers.
BY JANICE LACHANCE, SLA CEO

“Welcome home. I’m very, very glad
you’re here.”
When I spoke those words during
my address at the closing session of
SLA 2011, I used the term home with
some misgivings. It’s a small word but
a very powerful one, capable of producing a range of emotions and memories.
Traditionally, home has evoked feelings
of warmth, comfort and security. Going
home has meant returning to familiar
sights and sounds and renewing ties
with family and longtime friends.
Lately, however, the concept of home
has taken a beating. A home is no longer safe or certain, not with foreclosure
rates remaining stubbornly high and
even rising in some areas. It may not
even be warm or comfortable, given
that many homeowners are out of work
and having trouble paying utility bills.
On some streets, many homes now
stand empty, depressing local property
values and inviting crime.
And it’s not just housing that’s in
trouble—many people’s “home towns”
and “home countries” are also experiencing difficulties. The city of Detroit
has lost a quarter of its population over
the past two decades, thanks in part to
the financial woes suffered by General
Motors and Chrysler. Greece, Iceland,
Ireland, and Spain have been forced
to adopt painful austerity programs,
some of which have prompted public demonstrations. Even the United
States, long considered immune from
the fiscal woes that have afflicted other
nations, has had its confidence shaken
as the government deadlocked over
legislation to raise the debt ceiling and

a major credit rating agency responded
by downgrading the country’s credit
rating.
So it wasn’t without some trepidation
that I chose the word home to describe
our association. But I truly believe

Those of you who did attend the conference can take added pride in knowing that SLA 2011 was the place where
we began laying a new foundation for
our home. The SLA Board of Directors
met in Philadelphia and held strategic discussions about our mission and
value proposition, and they reached
consensus on some initial steps that
will be taken to begin transforming SLA
into an association that is more responsive, forward-thinking and valuable than
ever, yet still mindful of its ideals. As the
details of these steps take shape, they

All in all, this is a busy time for SLA—holding elections,
redesigning our Website, and revitalizing our association,
plus our normal, day-to-day activities.

that SLA is a home in the best sense
of the word—a place where librarians and information and knowledge
professionals can come together (both
physically and virtually) in a welcoming
environment to renew old friendships
and make new connections, learn from
and teach each other, celebrate their
achievements, and renew their passion
for their jobs and careers.
The thousands of SLA members who
attended SLA 2011 did all those things
and more, and they left the conference
with new ideas and skills that will serve
them well in the months and years
ahead. If you weren’t able to attend
the conference, I urge you to read the
conference section on pages 8-13 of
this issue. It presents an overview of
the conference and provides excerpts
from some of the presentations, and it
will give you added incentive to come
to Chicago next July for SLA 2012.

will be shared with you in Information
Outlook and through our many other
communication channels.

Board Elections
Much of the responsibility for following
through on this process of transformation will fall to future generations
of SLA leaders. By the time you read
this, the elections for a new presidentelect, chapter cabinet chair-elect, and
division cabinet chair-elect plus two
directors will be under way. If you
have not already done so, I urge you to
visit the SLA Blog on sla.org and read
the candidates’ responses to questions
about their vision and goals for the
association. The polls will close on 28
September, so cast your vote early and
make sure your voice is heard.
As you decide who you will support
to lead SLA in the coming years, please
give some thought to what you can do
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to make your “home” a better place
for your extended family of information
professionals. SLA has hundreds of
volunteer opportunities at the chapter, division and caucus level and at
the committee and council level, and
these opportunities often teach and
strengthen skills you can transfer to
your workplace or add to a resumé. In
an economy that increasingly values
flexibility and adaptability, opportunities to put your knowledge and abilities
to different uses are not to be missed.
For information about volunteering, see
“Why Seek a Leadership Position” on
sla.org (www.sla.org/content/resources/
leadcenter/whyseek/index.cfm).
Speaking of sla.org, it’s been our virtual home for about 15 years now, and
it’s due for an upgrade—a fresh coat
of paint and some new windows, if you
will. So while we’re laying a new foundation for our association home, we’ll
also be putting together (thanks to our
friends at Gale Cengage) a new virtual

home as well.
All in all, this is a busy time for
SLA—holding elections, redesigning
our Website, and revitalizing our association, plus our normal day-to-day
activities. Many of you, on the other
hand, are taking a break as I write
this, traveling to beaches, mountains,

or other vacation destinations. Rest
assured that when you return, we’ll be
ready for you with new educational programs, new resources, and new ideas
for making you a better information
professional. SLA

Letters

dull articles will not.
The overall quality of the publication
has been slowly spiraling downward
and I am not sure how much longer
it will “remain relevant.” The e-reader
articles in the July/August 2011 issue
are breathing a small amount of life
back into the magazine, but there is
a long way to go before Information
Outlook is back on the top of my reading list.

Slowly Spiraling Downward
I am tired of the phrases “future ready”
and “remain relevant.” Over the last
year Information Outlook has published
article after article on these topics.
Enough already, we get it.
Let’s see more examples of successful
librarians, libraries and programs. Let’s
see more technology reviews, comparisons and trials. Let’s share new, practical ideas. This type of content will help
us become future ready and remain
relevant; repetitive and, quite frankly,

Jana Kelly
Spring Grove, IL
jkelly@scotforge.com

Find the right job in your industry.

SLA CAREER CENTER


Post Resumes



Useful Resources



Search for Jobs



Seminars



Career Advice

www.sla.org/careers
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STUDENTS’ RESEARCH HABITS · ONLINE COURSES
Students Use Google,
But Not Well
College students often turn first to
Google when conducting research, but
most of them fail to use the search
engine efficiently or effectively, according to the preliminary results of a twoyear study.
Students at five universities in Illinois
have been participating in a collaborative study intended to gain a deeper
understanding of their research habits. The results of the study, known
as ERIAL (Ethnographic Research in
Illinois Academic Libraries), will be published later this year by the American
Library Association.
Researchers leading the study have
interviewed the students, followed them
around their respective libraries, and
watched them use computers and databases. They also have talked to librarians and professors to gain a broader
understanding of how the students
interact with them and draw on their
knowledge and expertise.
When the students were asked to
describe their research tendencies,
they mentioned Google more than
twice as often as any other database.
The researchers discovered, however,
that most students did not understand
how Google organizes and displays
results and thus did not know how to
construct an effective search strategy.
The researchers also found that when
students used other databases, they
frequently used databases that were
not suitable for the topic they were
researching, then compounded their
error by expecting the databases to
work the same way Google works.
The study researchers attributed some
of these shortcomings to librarians and
professors, saying they often assume
their students know more about conducting research than they actually do.
They also tend to encourage students
to engage in research behaviors that
are more complex than they are willing
to accept, thereby alienating them from
the research process.

Of greatest concern to information
professionals is the fact that not one of
the students participating in the study
asked a librarian for research assistance. Those who did seek help typically turned to their professors.
For more information about the study,
visit www.erialproject.org.

Classroom Courses More
Valuable, Public Says
While public demand for online college
courses has risen in recent years, public perception of their value has failed to
keep pace, according to a report from
the Pew Research Center.
Roughly 3 in 10 American adults say
a college course taken online provides
an educational value equal to that of
a course taken in a classroom. College
presidents, on the other hand, feel quite
differently—slightly more than half of
them say online courses provide the
same value as classroom courses.
Notwithstanding their perceived lack
of value, online courses are popular and
becoming more so. More than threequarters of college presidents say their
institutions now offer online courses,
and half of them predicted that 10 years
from now, most of their students will
take classes online.
The report is based on findings from
two Pew Research Center surveys conducted earlier this year: a telephone
survey of 2,142 adults ages 18 and
older, and an online survey of presidents of 1,055 two-year and four-year
private, public, and for-profit colleges
and universities.
The surveys found that online courses
are much more prevalent among twoyear colleges (91 percent offer them)
and four-year public universities (89
percent) than four-year private institutions (60 percent). Of the roughly threequarters of U.S. campuses that offer
online courses, nearly three-fifths offer
degrees for programs where all of the
course work can be completed online.
The complete report, The Digital
Revolution and Higher Education, is
available on Pew’s Website. SLA
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McCay Receives SLA’s
Highest Honor
Lynne McCay, who has served both
SLA and the Congressional Research
Service with passion and professionalism for more than three decades,
received the association’s highest honor
at its 2011 Annual Conference.
McCay was presented with the John
Cotton
Dana
Award at the conference’s opening
session on June
12. The award,
named
after
SLA’s
founder
and first president, is presentLynne McCay
ed annually to an
SLA member in recognition of a lifetime
of achievement within the information
services field and the association.
The Dana Award represents the latest
honor for McCay, who was named an
SLA Fellow in 2003 and received the
SLA Professional Award in 2008. Upon
her retirement from the Congressional
Research Service in 2010, she received
a Distinguished Service Award from the
Library of Congress.
McCay joined SLA in 1980 and
became active in the association almost
from the start, serving the Washington,
D.C. Chapter as government relations
chair (1986-1987), bulletin editor (19881990), and president (1991-1992). She
was also government relations chair of
the Information Technology Division in
1992 and the News Division in 1993,
and business manager of the Social
Sciences Division from 1999 to 2003.
At the association level, McCay has
chaired the Annual Conference Planning
Council (twice), the Public Policy
Advisory Council (1991-1992) and the
Professional Development Committee
(2001-2003) and has served on the
SLA Board of Directors (2003-2006).
She currently is a member of the SLA
Finance Committee and is convenerelect for the SLA Encore Caucus, which
comprises SLA members who have
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recently retired from active duty in the
information profession or who are preparing to retire.
“Receiving the Dana Award is a singular honor,” McCay said. “I am truly
humbled and thrilled to be recognized
by my peers with this award.”

DiMattia, Helfer Inducted
into SLA Hall of Fame
More than 75 years of leadership, mentoring and service were recognized on
June 12 as Susan DiMattia and Doris
Helfer were inducted into SLA’s Hall of
Fame.
The two were
honored by colleagues, former
students, friends
and family during the opening
session of SLA’s
2011
Annual
Susan DiMattia
Conference in
Philadelphia. Hall
of Fame recognition is reserved
for SLA members
at or near the
end of their professional careers
who have demonstrated strong
leadership within
Doris Helfer
the information
profession and made invaluable contributions to the association on a longterm basis.
DiMattia, a former SLA president
(1999-2000), continues to share her
vast experience and insights with students and young information professionals, both in her role as an adjunct faculty member at the Pratt Institute School
of Library and Information Science and
as a consultant with her own firm,
DiMattia Associates. She also serves as
a resource for information specialists
as an editor of publications, author of
journal and magazine articles, speaker
at conference programs, and instructor
for continuing education seminars.
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In addition to serving as president of
SLA, DiMattia has contributed to the
association as chair of the Business and
Finance Division and president of the
Fairfield County (Conn.) Chapter. She
recently spent two-plus years chairing
“Voices of SLA,” an oral history project
that provides a comprehensive perspective on the tradition that is SLA.
Her induction into the Hall of Fame is
the latest of many honors DiMattia has
received from the association. In 2004,
she was named a Fellow of SLA; in
2006, she was named a Distinguished
Member of SLA’s Business & Finance
Division.
Like DiMattia, Doris Helfer has
been an integral part of SLA for nearly
40 years. She has chaired the
Information Technology Division, the
Communications Division and, most
recently, the Competitive Intelligence
Division, and has served on the SLA
Board of Directors (1999-2001), the
Information Outlook Advisory Council,
and several other committees and
councils.
Helfer is sciences and social sciences librarian at the Oviatt Library at
California State University, where she
just finished serving as chair of technical services. While working at the RAND
Corporation in the early 1980s, she was
among the first special librarians to use
the Internet to provide information services and resources to her customers.
As president of the Southern California
Chapter, she was instrumental in spearheading one of the first collaborative,
multi-chapter meetings, an important
precursor to the regional Web meetings
that are popular today.
Helfer received SLA’s Rose Vormelker
Award in 2004 in recognition of her
commitment to mentoring fellow information professionals; in 1998, she
was named a Fellow of SLA. She
frequently presents workshops at SLA
conferences and at Internet Librarian
and contributes regularly to Searcher
magazine.
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Nominations Needed for
Board Candidates
Are you a strategic thinker who’s interested in taking your leadership abilities
to the next level? Do you know someone
who has the skills, desire and drive to help
SLA members prepare for the future?
The SLA Nominating Committee
needs your help finding the best possible slate of candidates for the next
SLA election. The committee invites you
to nominate yourself or recommend a
colleague to serve in one of the following SLA Board of Directors positions:
 President-elect;
 Chapter cabinet chair-elect;
 Division cabinet chair-elect; or
 Treasurer.
The Nominating Committee is seeking
eight candidates—two for each of the
four positions—to stand for election in
September 2012 and commence serving in January 2013. Nominations must
be received by 7 January 2012. Details
about the responsibilities for each position can be found on SLA’s Website at
www.sla.org/content/SLA/governance/
bodsection/descriptions.cfm.
All SLA members, especially leaders
of divisions, chapters, committees, and
councils, are encouraged to identify
people they think are ready and willing
to serve as members of the association’s
board. Serving on the board enables
you to expand your leadership abilities,
see the “big picture” of our profession,
and develop transferable skills you can
use in your job and career.
To nominate an SLA member for the
board, forward the following information to any member of the Nominating
Committee:
 The nominee’s name, address and
phone number;
 The board position for which you are
recommending the nominee;
 The length of time the nominee has
been an SLA member;
 Offices the nominee has held in SLA
chapters, divisions, committees, or
councils;

 The association-level committees on
which the nominee has served;
 Other SLA and professional activities (e.g., teaching courses or writing
articles for publication) in which the
nominee has participated; and
 Any additional information that distinguishes the candidate from others
and illustrates why he or she is an
ideal candidate for the board.
Nominations can be sent to any
member of the Nominating Committee:
 James King, chair
(james.king@nih.gov);
 Donna Scheeder, chair-elect
(dscheeder@crs.loc.gov);
 Jamal Cromity (jcromity@jvenu.com);
 Jane Dysart (jane@dysartjones.com);
 Bill Fisher (bill.fisher@sjsu.edu); or
 Linda Broussard, SLA staff (lbroussard@sla.org).

Podcast Series to Tell
Members’ Stories
The SLA Public Relations Advisory
Council has launched a new series of
recorded interviews to document the
experiences of SLA members and highlight the value of SLA membership and
the role that SLA plays in the careers of
information professionals.
“My SLA: The Podcast” debuted
with Chris Vestal interviewing Rebecca
Jones about mentoring, involvement,
and using social media versus interacting in-person.
“These positive accounts are a great
way to build momentum—not only
to energize our current members to
become more active, but also to engage
new professionals by showing them
the amazing networking and learning
opportunities available through SLA
membership,” says Amy Affelt, chair of
the advisory council. “It is our hope that
upcoming LIS graduates will not only
join SLA, but also will be encouraged to
take on leadership roles in it.”
To listen to the interviews, go to
the SLA Podcast Center at www.sla.
org/content/resources/podcasts/
index.cfm. SLA
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style. Letter writers will have an opportunity to approve extensive editing prior to publication.
Permissions
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content/Shop/Information/index.cfm.
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Subscriptions
Print subscriptions are available for US$ 160 per
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the United States. To order a subscription, visit
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Bulk subscription orders may be sent by postal mail
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subscriptions@sla.org. Claimants should include
full name and address of the subscriber and
volume and issue numbers of missing issues.
Provision of additional information—such as purchase date of subscription, check number, invoice/
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Membership
Inquiries about SLA membership should be sent to
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To update your address or other account information, to join SLA, or to renew your membership, go
to www.sla.org/content/membership and select the
appropriate item from the menu in the left column.
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2011 CONFERENCE REVIEW

EDUCATION, NETWORKING
AND SO MUCH MORE
IN A CITY THAT CELEBRATES THE PAST, INFORMATION
PROFESSIONALS CAME TOGETHER TO DISCUSS AND
PREPARE FOR WHAT LIES AHEAD.

The theme of SLA’s 2011 Annual
Conference & INFO-EXPO was “Future
Ready,” but the more than 4,000
information professionals and industry
partners who gathered in Philadelphia
for the four-day meeting could barely
leave their hotel rooms without being
reminded of past events and current
challenges.
The conference was held in a restored
train station that was built in 1893
to serve passengers traveling on the
Reading Railroad and its growing fleet
of steam locomotives. Nearby attractions included Independence Hall,
where the Declaration of Independence
and U.S. Constitution were written, and
the first Post Office and public library in
the United States.
The conference itself opened with
keynote speaker and best-selling author
Thomas Friedman noting that Internet
connectivity is increasingly “leveling the
playing field” for accessing information
and thereby creating growing competition for librarians. It ended with consultant James Kane emphasizing that
successful relationships between service providers and their customers and
clients are based on cultivating loyalty
through personal interactions, which
the Internet and its attendant social
media—Facebook and Twitter, to name
just two—have largely eliminated.
So, was the conference theme simply
a sales pitch, a come-on to pump up
attendance? Was the future—what it
might bring, and how librarians could
prepare for it—going to be vigorously
discussed, dissected, and debated, or
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introduced to great fanfare and then
quietly ignored?

Taking Steps to Prepare
In the presentations in crowded meeting rooms, in the casual conversations
in hallways, and in the earnest discussions and product demonstrations in
the INFO-EXPO Hall, the answer soon
became clear: The future is on everyone’s mind and lips, and the information profession as a whole is taking
steps—some large, some small, some
in uncertain directions—to ready itself
for the changes that lie ahead.
“I was excited by the passion—and
even the aggressiveness—that I saw
from our attendees as they discussed
how to do more for their organizations,
with increased efficiency and greater
impact,” says Janice Lachance, SLA’s
chief executive officer. “There isn’t a
more important time than now to join
together and look for what we can do
to refresh and prepare for a world that
is changing faster than ever. I think we
all left Philadelphia invigorated, ready
to look forward to new opportunity and
achievement.”
The pages that follow offer a glimpse
into some of the ideas discussed at
SLA 2011 that are shaping the information profession’s thoughts about, and
preparations for, the future. These particular ideas were presented at Spotlight
Sessions, which featured thought leaders
and addressed topics that apply across
nearly every discipline in the information services industry. For example, the
Spotlight Session titled “Getting Out in
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Front of the Curve” examined questions
such as “What are the top five strategies that will help you?” and “What are
the critical levers that will affect our
enterprises and our innovation?” In
“Design Thinking for Better Libraries,”
Steven Bell introduced design thinking as a systematic approach to helping organizations identify and develop
creative, thoughtful solutions to unique
problems.
In addition to excerpts from several
of the Spotlight Sessions, the following
pages contain photos that depict the
range of opportunities and activities
that SLA conferences offer attendees.
While conferences are first and foremost
educational events, they are networking
forums as well, allowing information
professionals to share their experiences
and success stories with others facing
similar challenges. Conferences also
provide opportunities for members of
SLA chapters and divisions to renew
their ties and conduct unit business.
One of the most valuable benefits of
SLA conferences is the opportunity to
learn about new products and services.
More than 220 vendors packed the
INFO-EXPO Hall, drawing large crowds
of information professionals interested
in learning more about the latest databases, technologies and publications.

Debuting a Video
The biggest crowd of all turned out
for the opening session, at which SLA
welcomes conference attendees, honors its award winners, and presents
its keynote speaker. This year’s open-

Photos by Mark Reinertson, The Photo Group.

ing session was notable because it
marked the debut of a video based on
the “Future Ready” theme that Cindy
Romaine selected for her year as SLA
president.
The video is available online at
futureready365.sla.org/category/videos/. To learn more about the video,
read the article on page 13.
To view and listen to the Spotlight
Sessions and the Opening and Closing
General Sessions, visit sla2011.tornado1.com/general-information/virtualcomponent/ and select the virtual conference component. The full package
of sessions can be purchased for US$
125; individual sessions can be purchased for US$ 20 apiece. SLA
The INFO-EXPO allowed conference attendees to meet with more than 200 vendors (top);
the keynote speakers and Spotlight Sessions filled the main conference ballroom.
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Capitalizing on Content to
Grow Competencies
EXCERPT FROM PRESENTATION BY: FRED WERGELES

There’s so much information out there
that our job is becoming one of knowledge management, of content management, of organization. Information now
is a commodity—there’s no real advantage to getting lots and lots of it unless
you know what you can do with it and
can manipulate it and manage it and
organize it to take action.
What I’m going to talk about now
is a case study in which there was
a wide variety of information that we
had to organize. I was working for a
construction management firm, and it
was important for them to understand
not only the competitive landscape—
who they were competing against—but
also the political landscape of a local
school district. They were very, very
concerned about how the construction
contracts were going to be let, and the
RFP [request for proposal] process and
how they were going to compete, and
whether or not this was a lucrative and
advantageous position to be in.
The questions they were asking were
about who the key decision makers
were on the school board and in the city
where they were working, and how they

could understand the undercurrents of
political influence in this town. And as
it is in most towns, these kinds of decisions are largely political, because most
of the competitors are basically competent. Once you’ve defined a basic level
of competency, then it becomes a matter of who you know and how you can
influence the outcome of the contract.
So the key question they had was
whether there were relationships
between any of the key players—
between the contractors, between the
school board, and between the town
members. It was becoming increasingly
difficult to get that information and be
able to understand it. What we did was
say, if we have to go and collect a lot of
the information from a variety of sources and we have to combine human
resources information with hearsay, is
there any way we can manipulate that
information and analyze it and be able
to come to some conclusions about
the relative advantages of the various
competitors?
We broke down their information
needs and asked ourselves, where do
we go to get that information? We were

Design Thinking for
Better Libraries
EXCERPT FROM PRESENTATION BY: STEVEN BELL

The final dimension of design thinking
I want to cover is design thinking as a
catalyst for improving the totality of the
user experience in our libraries. I think
that’s where I’m using this most heavily, particularly at Temple University,
where we’ve been going through almost
a year-long process to try to get a better
understanding of how we can improve
the quality of the user experience in
our library, primarily by trying to get
at something we call the experiential
brand statement. What is the statement
10

that best reflects the experience that we
want our community members to have
when they come to our library? We’re
going through a design thinking process
to get there.
User experience is not something that
is inherently new or different. It’s been
around for a long time, and I use photography as an example to demonstrate
that. Before 1888, photography was
very difficult to do—only experts could
use photography equipment and actually produce photos. If you’re familiar
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looking at newspapers, at resumes,
at people’s colleges and fraternities
and sororities, but it turned out to be
a massive project. So we relied on
some software development that was
going on with a friend of mine who
said he might be able to help us. The
software he introduced was able to take
all of the information we had collected
in electronic format—we had scanned
town documents, newspaper articles,
even school bulletins—and tell us about
the relationships between individuals,
between individuals and corporations,
and between individuals and various
entities in the town. It was able to give
us a lot of very good information about
these connections, and we were able
to do a lot of diagnostics to determine
who was connected to whom and how
closely they were connected—was it
somebody’s brother-in-law, were they
golfing partners, were they members of
the same country club?
All of this information was seemingly
“soft” information, but it was key to
the selection process. We were able to
leverage it, organize it, and manage it to
be able to make some forecasts about
how the outcome might occur. It also
gave our client the ability to try to influence the outcome as well, by participating in local government activities. SLA

with the box camera, it actually took 19
steps to produce one photo. It reminds
me of the library profession prior to the
end-user search era, when the only way
you could get electronic research done
was to go to somebody who knew how
to use Dialog or BRS, and they would
have to do the search for you because
they had the expertise. Mass, online,
end-user searching was not possible.
After 1888, everything changed.
George Eastman created the one-step
camera. He basically made it possible for the masses to take their own
photos. He made it simple. And that’s
the hallmark of some of the great user
experiences—they’re simple, easy, convenient, and enjoyable. But Eastman
did even more than that—he created
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user experience—we’re just a library.
We can’t do some of the exciting things
other organizations do. We just have
transactions. People come to us to get
some information or borrow a book, and
they ask a question and we tell them the
answer and they go away.”
But you know what’s very interesting? If you understand user behavior
and the way people think about
libraries—if you
look at the Project
Information
Literacy
studies and all of the
research they’ve
done to understand students
and how they
relate to libraries
and the research
process—they

have very low expectations. Some of
the words they use to associate with
research and libraries are stressful,
anxiety, and nausea. So it’s quite possible that we can just “wow” people and
give them a better experience by simply
exceeding their expectations and making the research process as easy for
them as we possibly can. SLA
Photo by Mark Reinertson, The Photo Group.

something systemic, which is the hallmark of the greatest user experiences.
You bought the camera, you took the
photos, you got the pictures back, and
you shared them with your family. So
there was this whole system and cycle
of photography that he created.
He basically had this concept that it
wasn’t about the camera, it was about
the experience. In other words, the
experience is the product. That’s what
he was selling people—not the camera,
not the technology, not the gizmo. He
was selling the systemic experience that
people could enjoy with other people.
If you look at our libraries, what can
we do to create a systemic user experience for people from start to finish so
that they keep coming back to again
and again? When you look at your
library, what’s the user experience that
you would be able to deliver? A lot of
people say to me, “We don’t have a

Breaks during business meetings offered valuable opportunities for
attendees to share ideas and discuss challenges.

Extreme Makeover:
CI Edition
EXCERPT FROM PRESENTATION BY: SEENA SHARP

I mentioned earlier that competitive
intelligence is not competitor intelligence. Competitors are just one segment of the competitive intelligence
puzzle—they are not to be ignored, but
it’s very unlikely that they should be
your main focus for most of your projects. Your customers and their marketplace are far more important.
So, the Rocky Mountain News in
Denver folded about two years ago.
Nobody was terribly surprised, because
we’d heard about the demise of newspapers for many, many years. What
was surprising was the reason they
were folding. About six months later,
the publisher of the News gave a talk at
an industry conference, and one of the
main reasons he cited was that the News
was so focused on their competitor, the
Denver Post, that when the News got
breaking news that something was happening, they hesitated putting it on their

Website because they were afraid the
Post would steal the information.
It sounds crazy, but companies
behave like that. The point is, it’s your
customers and the marketplace that
buy from you, not your competitors.
Everybody loves metrics. Companies
love metrics—they love charts and
tables and graphs. It’s concrete; you
can put your arms around it. Companies
love to work that way. But metrics only
tell you part of the story.
We were doing work for a large
automotive firm that had a particular
department located in many, many
locations around the U.S. They wanted
to consolidate that department into a
single location, and they asked us to
identify 12 parameters for 4 cities that
they were considering—St. Louis, Los
Angeles, Dallas, and Denver. So we had
4 cities and 12 parameters that had to
do with the workforce, with taxes, and

with other issues that were of concern
to them.
We put all of this on a matrix and
gave it to them, and they said, “We
really can’t make a decision. This really
isn’t sufficient.” So we added another
dozen parameters and put it on a larger
matrix. Looking at this matrix, two of
the cities appeared better than the two
other cities. But it still wasn’t sufficient.
And then it became clear to us—we
didn’t need more data, we needed other
information. So what we did was get
the major newspapers in each of these
4 cities for the last 365 days, and we
scanned the editorial pages and op-ed
pages of each newspaper. Looking at
these two pages identified the issues
and concerns in each of these cities—
regarding infrastructure, transportation,
the workforce, taxes, schools—that the
company would be concerned about
and that the employees who were moving there would be concerned about.
That information, coupled with the
data, gave them a much more accurate
view of what was happening and
made it far easier for them to reach a
decision. SLA
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Getting Out in Front
of the Curve
EXCERPT FROM PRESENTATION BY: STEPHEN ABRAM

Right now we’re like Columbus, Cook
and Magellan, searching the corners
of the Earth. Magellan went around the
world, and he didn’t really know where
he was going. Cook eventually got eaten
by the tribes, but most of the time he
went around.
Can you imagine being Columbus,
sitting there and thinking, OK, I’m an
Italian Jewish guy, and I’m going to go
to the queen of Spain and say, “Give
me the money—I’m going to sail this
way, and I might fall off the edge of the
Earth, but it’s going to be interesting.”
And she let him go and explore. And
aren’t we in the same position now,
asking for money to explore something
and we don’t know what the end result
is going to be?
We don’t know what the end result is

going to be of creating knowledge portals. We don’t know what the end result
is going to be of shifting the dynamic of
how learning and textbooks and everything happens. We don’t know what’s
ultimately going to happen. We just
know that if we’re not on the journey,
we’re going to die.
So these guys are interesting metaphors for the shift that we’re all doing,
and some of the naysayers in the world
keep telling us, “Oh my God, we’re
going to go over the edge. Some child
is going to go on Facebook and be
offended.”
So, the questions for us today are,
are our priorities right? Are we at the
point where we’ve had to invest the last
10-15 years in understanding technology, and have we swung the pendulum

Knowledge in Judgment:
Making Good Decisions

too far the other way? What is the role
of human beings in this; what’s the role
of end users? Are we looking at the
devices as deliverers instead of as a
strong part of a new ecosystem that’s
going to shift the entire dynamics of
how humans interact on social, learning, organizational, and collaborative
bases? Are learning, research and discovery changing materially, and what is
actually changing?
And so often now we get the books
argument. Meh. It’s not that important—it just isn’t. It’s a flash point for
us, but we’ve got our friends who say,
“I just love the smell of books.” What
the hell are you talking about? It’s dead
human tissue coming out as dust;
it’s mold, and it’s toxic glue. What’s
happening is that people are remembering the wonderful experience of
reading, and they’re using smell as the
strongest memory trigger. But the smell
of books is not going to get us to the
next stage. SLA

effort should be done for one person,
is not true. It’s not a matter of morals; it
simply isn’t true.

EXCERPT FROM PRESENTATION BY: LARRY PRUSAK

I’m going to talk to you today—rather
oddly, since I’m pretty well associated
with the subject—about how knowledge
isn’t as important as any of us think it is.
I’m sorry to disappoint you, especially
since I’ve been studying it for so long.
It’s still a pretty useful thing; it’s hard to
do things without it. But it’s not the most
important thing.
The democratization of knowledge
has come a very long way. Because
of technology, it’s very difficult to keep
things secret any more—all you have to
do is read today’s paper. We’re getting
an interesting contrast: While we have
greater and greater transparency of
knowledge, we have greater and greater
centralization and inequality of hierarchies at the same time. You would think
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that one would lead to the other, that
greater democratization of knowledge
would lead to greater democratization
of countries and organizations. It’s not
true. It may be true in the future, but it’s
not true today.
If you really want to change an organization, or a country, or maybe even
the world, you have to look at how decisions are made. It’s much more important. I don’t know how to change the
culture in the United States very well—
the Anglo-American model of heroic
management, heroic individualism. It’s
going to kill this country, and it’s going
to kill England and the countries that
follow it. The idea that one person
runs an organization—and this is true
of politics as well—and that all of the
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The last platform I want to talk about
with regard to judgment is the whole
wisdom of crowds discussion. This is
like a cousin of democratization. It’s
based on the idea that if you want a
good answer to a question, a mystery,
or a problem, you’re better off talking to
a wide group of people who have some
knowledge of the subject than to any
one individual.
Procter & Gamble, a very good firm,
has cottoned onto this, and they now
use their customers’ knowledge to bring
in new products. They say that 50 percent of their products now have to come
from outside the firm.
NetFlix recently had a very thorny
and complex computer problem, and
they put ads in newspapers that said,
“Solve this problem and win a million
dollars.” They had gone to IBM and
Accenture and a couple of the big com-
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puter firms and asked, how much will
you charge to solve this problem? $10
million? $15 million? They put ads in the
paper, and a team from Bell Labs won
within a week.
Look to people who know things.
They’re not always experts, and they’re
not always in your own organization.

Look outside your organization—open
up the doors, open up the boundaries.
One of the greatest intellectual experiences I ever had—I was at the World
Bank—was when Joe Stieglitz, a Nobel
Prize-winning economist, was giving
a speech, and he said one sentence
that was so true, and it really opened

my eyes and changed my thinking. He
said, “The only source of competitive
advantage for a company or a country
is the global search for, and appropriation of, new ideas.” My friends, that’s
exactly true. SLA

Future Ready: ‘Action!’

searching for information that will meet
the needs of her client. She uses her
tools—a tablet and value-added content provided by vendors—to find the
CAN YOU HANDLE EXTREME DEMANDS AND A HOSTILE
information, then analyzes the data
ENVIRONMENT? CAN YOU ADAPT TO UNKNOWN CHALLENGES?
and packages it in a format that will
IF SO, YOU MUST BE A LIBRARIAN.
best meet her client’s needs. Romaine
even landed a cameo appearance—she
inspired by the “Man vs. Wild” TV show
Sitting on the sofa one Sunday afterplays a chimpanzee in the video, as do
with a bit of “Indiana Jones” thrown in.
noon after trying unsuccessfully to gain
office workers who try (unsuccessfully)
Set in a jungle-like environment,
control of the TV remote from her husto find information on their own.
the video depicts a fictional informaband, SLA President Cindy Romaine
The video, which was filmed by Mike
tion professional named Mia Finder
found herself drawn into an episode
Greene, a videographer with
of “Man vs. Wild.” The
Reprints Desk, resulted
Discovery Channel advenfrom occasional conversature follows a British Special
tions between Romaine and
Forces veteran who survives
Peter Derycz, the president
in all manner of extreme
and chief executive officer of
environments—the frozen
Reprints Desk.
Arctic tundra, for example,
“Peter and I had talked
or a humid equatorial jungle.
about creating a video titled
Listening to the show’s star
‘I am Librarian,’ but we had
describe the challenges of
just concluded a discussion
surviving with no food, shelwithin SLA about whether
ter, or fresh water, Romaine
to call ourselves librarians
says she had an epiphany.
or knowledge professionals,
“I couldn’t help but think
and I knew that there are a
that everything he was saywide variety of titles for our
ing metaphorically applies to
roles,” she says.
SLA President Cindy Romaine (second from right, above) joined
modern information profesRomaine thinks the video
local actors in the filming of “Future Ready,” a video based on her
sionals,” she says. “We have
presidential theme.
will be most useful to people
to be alert, we need to know
just entering the information
the terrain, and we have to
profession, but believes it
know how to adapt our tools
can also re-energize longto the situations we face.”
time librarians and informaWhen she announced
tion professionals.
“Future Ready” as her theme
“It’s good to see our profor 2011, she described it as
fession in a positive light,
“an initiative, a north star,
conquering the unknown
and an attitude.” At the
and delivering value,” she
opening session of the SLA
says. “It really is a jungle
2011 Annual Conference &
out there, and librarians
INFO-EXPO, she revealed
can help their clients
Future Ready to be somesurvive it.” SLA
thing else, as well—a video,
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A Much Larger Puzzle
ADVOCATING FOR LIBRARIANS IS AN EFFORT THAT MUST TAKE PLACE
AT SEVERAL LEVELS AND REQUIRES USING A VARIETY OF SKILLS.
BY AGNES MATTIS, MLS

A

dvocacy is the act or process of supporting a cause
or proposal. This is a fine
definition for everyday
conversation, but what does it mean
to us as special librarians? More to the
point, what does it mean to us as leaders of our profession?
Advocacy generally calls to mind the
process of lobbying governments and
legislative bodies. Our association is no
stranger to this behavior—witness SLA’s
efforts with respect to the Environmental
Protection Agency’s library network and
the Google book settlement. In these
and similar types of situations, SLA
joined with other prominent associations and organizations to champion
causes that are at the very core of our
values and principles.
But public advocacy is just one piece
of a much larger puzzle. Advocacy
efforts can be directed at a multitude
of audiences and can encompass a
range of activities and skill sets, some
of which are a natural fit for librarians
and information professionals (such as
research) and some of which aren’t.
The latter can include marketing and
public relations, which typically are outside our knowledge and comfort zones
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but which can be learned—we are,
after all, an association of “learners.”
Social media can greatly enhance
our advocacy efforts, but some situations are best handled face-to-face.
As we have discovered all too often,
one size does not fit all. But no matter
what approach we use, we must learn
to advocate for ourselves so others can
see and understand our worth.
This is all the more true now that
growing numbers of us no longer work
in physical spaces. Rather than advocate for libraries—which allows us
to tug on emotional heartstrings with
appeals to the need to provide sanctuaries for learning and reflection—we
must advocate for ourselves and for the
value and benefits we can bring to our
organizations.
In this issue, we have assembled a
collection of articles that offer differ-
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ent perspectives about advocating for
librarians. The first article, by James
Matarazzo and Toby Pearlstein, looks
at four elements that are common to
outstanding libraries—the presence of
management recognition; an information staff that functions as a team; a
library manager who understands the
business of the organization, the industry and the information profession itself;
and a library team that can manage
the politics of information within the
organization—and discusses how each
element is, in one way or another, a
form and/or result of advocacy on the
part of the library manager and team.
The second article, by SLA’s 2010
president, Anne Caputo, describes
the features of the new Knowledge
Professionals Alliance formed recently
by Dow Jones. After working with librarians in the field and listening to survey

AGNES MATTIS is head of the corporate library at Skadden, Arps,
Slate, Meagher & Flom LLP in New York. She can be reached at
agnes.mattis@skadden.com.

respondents, Dow Jones realized that
information professionals were looking for a place where they could share
information and learn from each other.
Dow Jones determined that it could
best advocate for librarians and their
interests by providing them with just
such a place.
The third article, by Cindy Sullivan,
a consultant who teaches Webinars
and continuing education courses,
describes how she applied the lessons
she learned as a library manager to
develop programs that can help librar-

ians get “face time” with organizational
leaders. The value of such interactions,
she explains, is that they allow librarians
to demonstrate their business acumen,
exhibit expert knowledge, and build
lasting relationships.
For good measure, I encourage you
to read Stephen Abram’s “Info Tech”
column, which offers his views on how
to market your value and skills if you
are an information professional who is
not tied to a physical library. As always,
Stephen’s advice is refreshingly candid
and immensely valuable.

This is always the time of year when I
begin to put summer behind and reinvigorate myself with the crisp autumn
air. It brings back to mind the days
of a new school year, when I got new
pens, pencils, notebooks and a school
bag. In that spirit, I hope to take the
thoughts, skills and lessons imparted
by the following articles and add them
to my school bag (er, toolkit). Thanks to
the authors for giving us some practical
ideas to think about. SLA
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Continuous Advocacy
Creates Opportunities
for Survival
EVERYONE IN YOUR ORGANIZATION NEEDS TO KNOW THAT YOU ARE THE BRIDGE TO
MEETING THEIR INFORMATION NEEDS. HOW CAN YOU MAKE THAT HAPPEN?
BY JAMES MATARAZZO, PHD, AND TOBY PEARLSTEIN, PHD

I

n 1992, one of the authors of
this article (Matarazzo) teamed
with Larry Prusak to guest-edit
an issue of Special Libraries on
the subject of library value. They invited
business executives and academics to
contribute their perspectives on the
value issue. Robert E. Jester, manager
of management communications for
the IBM World Trade America Group,
concluded his article with the following
observation:
I find it strange that in my two
decades of experience in a major
American corporation I have yet to
see corporate librarians attending a
business results or product review
meeting. I have attended my fair

share of business strategy sessions
with colleagues from practically
every corporate function, but I cannot recall a single instance when a
member of the librarian’s staff was
present. The days when the corporate information customer sought
out the librarian are long gone.
Librarians need higher profiles and
more aggressive marketing strategies to win customer loyalty and to
become more involved in contributing to corporate profitability. The
library’s customers should be advocates for the library.
Seventeen years later, John Latham’s
column in the July/August 2009 issue
of Information Outlook brought Jester’s

observation and advice back to mind.
In his final pre-retirement column, titled
“Finding and Providing Information
Aren’t Enough,” Latham made the point
that company executives have to know
“how the information provided creates
competitive advantage and improves
the bottom line.” He concluded his column by stressing that “finding ways of
evaluating your services and their return
on investment (ROI) is difficult in our
profession, but it is so crucial . . .”
While the language used by Latham
differed from that of Jester, the theme
of positioning an information service
to seize all opportunities to advocate
for the contribution it can make to its
parent organization was the same. The
critical issue in both 1992 and 2009

JAMES MATARAZZO is dean and professor emeritus at the Simmons Graduate School of
Library and Information Science at Simmons College in Boston. He is a consultant on the
creation and operation of corporate libraries and information centers, and his research has
been published in numerous books and articles. He is a Fellow of SLA.
TOBY PEARLSTEIN retired as director of global information services for Bain &
Company in Boston in 2007. She has served as chair of SLA’s Business & Finance and
Transportation Divisions and has held various positions on SLA committees. She writes
and speaks frequently and is a consultant on the topic of corporate librarianship. She is
an SLA Fellow and a member of the SLA Hall of Fame.
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(and today) is that most special librarians are liked but are not usually considered an indispensible link between
customer needs and the world of information. Unless librarians are seen as
mission-critical to the success of their
organization, there will be pressure to
eliminate or greatly reduce library services and staffing.

Marketers All
Each of the authors in the 1992 Special
Libraries issue recognized the need for
higher-profile libraries and librarians.
Around that same time, coincidentally,
SLA published a study of 13 “excellent corporate libraries.” Several familiar
themes ran through this baker’s dozen
of libraries, including these four: the
presence of management recognition;
an information staff that functioned as
a team; a library manager who understood the business of the organization,
the industry and the information profession itself; and a library team that could
manage the politics of information within the organization. It is worth looking
at a few of these themes in more depth
to better understand how each of these
sources of excellence was, in one way
or another, a form of advocacy on the
part of the library manager and team.
Management recognition. Common
to each of these “excellent” libraries
was a corporate management that recognized the contributions of the library
staff. This recognition resulted in part
from users praising the library staff for
their responsiveness and for the manner in which they treated customers.
The library manager had hired good
staff and demanded that they provide quality responses to each request.
Customer contacts, whether in person
or through e-mail, were managed to
reflect well on the library.
What management saw when it looked
at the library was world-class customer
engagement and the praise that followed. Even more important, it saw
librarians functioning as team members
and working as hard and as long on an
assignment as their customers.
Company management was able to
recognize the library’s contributions

largely because the library manager
publicized the successes of the staff
in meeting customer needs. Both the
library manager and the staff also
understood that each bore responsibility for how the library was valued by
the organization and that, through their
excellence, responsiveness and service
ethic, each helped create opportunities
for management recognition.
Role of the library manager. The
managers of the featured libraries
behaved like other managers within
their organizations. They demonstrated
quality, they selected staff carefully,
and they embraced the service role of
their department. By understanding the
business of their organization and the
context within which it competed, and
by staying on top of the information
industry and its changes, the library
managers created marketing opportunities for the library by positioning it as
being mission-critical to the success of
the whole organization.
Role of the library staff. By functioning as a team with no weak links, the
library staff developed and maintained
a culture of excellence. As the company
changed, the library team adapted with
it. Their attitude and abilities were key
factors in the success of the information
function. The organization, meanwhile,
made sure the staff was up to date on
the latest developments in the profession by providing continuous learning
opportunities.
As a group, the library staff had strong
interpersonal and communication skills,
which helped foster a pleasant, satisfying and successful engagement with
each customer. The staff recognized
that each interaction offered an opportunity for them to demonstrate the value
they could provide and was, therefore,
a marketing activity that would pay dividends. The staff knew that if customers
left the library satisfied, they would talk
to others about using the staff’s services
and come back themselves.
As these themes of excellence show,
advocacy must be a full-time activity
and be woven into the everyday service
ethic and interactions of the library
team and manager. The miscalculation

that many library managers and their
teams make is to think about advocacy as an intermittent activity that is
not essentially connected to everyday
services. Some librarians would prefer
to wait for questions and customers to
come to them or make excuses that
they are too busy to get out and talk
with their customers (and, perhaps
more importantly, their non-customers)
about what they need.
Moreover, advocacy means moving
beyond a narrow definition of how information contributes to an organization’s
success. If, as a library manager, you
see yourself as an organizational manager connected to other managers and
you thereby claim a seat at the table
where discussions of importance to the
organization’s survival are occurring,
you become part of the larger organizational team, someone with a valuable
contribution to make.
An example of this would be a library
manager asking to participate in business development meetings or in case
team meetings where client work is
being discussed and resource needs
anticipated, or even in media situations
or editorial meetings where stories to be
covered are being chosen. In this way,
the library manager moves up the value
chain in the organization. Similarly,
advocacy can take the form of a librarian being embedded in a business unit
so that he or she is seen as a member
of the unit, with partial responsibility for
its success. In all of these situations,
advocacy for the value that librarians
can contribute to the organization’s
success is a continuous process.

Core Competencies:
An Additional Model
The SLA Core Competency document
provides a road map for both the library
student and the practicing librarian to
develop a series of skills that will help
them create opportunities for continuous advocacy. However, the authors
believe more needs to be done. While
SLA’s Core Competency document is a
good baseline for the information professional and a standard kit all librarians need, it is also necessary to think
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about core competencies in a slightly
different way—as a means of elevating
the status of the profession.
There are millions of information
workers in America today, with special
librarians being a subset of this group.

CONTINUOUS
ADVOCACY: KEY
TAKEAWAYS
 Advocacy is not an intermittent activity to be undertaken
as time allows. The value of
the elevator speech is a fallacy
except to the extent it helps you
distill your mission for yourself
and your team. Only continuous
advocacy has a chance of succeeding.
 Continuous advocacy means
creating a service ethic that
demonstrates, through quality
service, ability and adaptability,
that the information services
group is a member of the corporate team working to ensure
your organization’s success
 Continuous advocacy means
taking responsibility for developing additional core competencies in terms of your
information science skill set as
well as understanding the business and competitive market of
your organization
 Continuous advocacy means
creating opportunities (e.g.,
return on investment and other
measurements of relevant
value) for management recognition of how information services
are “mission-critical” to the
success of the organization
 Continuous advocacy spawns
customer champions and creates an evergreen cycle of
advocacy that enables librarians
to participate in the success of
the organization at ever-increasing levels.
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However, the overwhelming amount
of attention, resources, and esteem is
given to other professions. The status
(in the full meaning of the word) of
librarians has not progressed in the past
25 years, nor has substantial research
been conducted to determine why this
is the case.
The most critical issue is that special
librarians are not thought of as an indispensable link between user needs and
the world of information. The authors’
research (and that of others) has shown
that librarians are often most valued
because of their skills in online searching. As technology advances, however,
more and more individuals are performing their own search tasks, often
effectively and efficiently. This presents
librarians with an acute challenge—to
justify their existence within a pronounced belt-tightening context.
Unless librarians are seen as missioncritical to the success of their organization, pressure will build to eliminate
or greatly reduce their services. It is
imperative for them to learn what their
core competencies are as a group and
to develop new ones to help them survive the difficult times ahead. They can
then develop more effective products
and services for their customers.
The concept of core competence
was defined for organizations, in a nowclassic article (Prahalad and Hamel
1990), as the collective learning in the
organization. It is about the organization of work and the delivery of value.
Core competence comprises communication, involvement, and deep commitment to working across organizational
boundaries.
In the authors’ view, special librarians need four key competencies, as
follows:
A strong grounding in information
science and library science (in that
order). A solid grounding in information
science helps differentiate corporate
information specialists from others with
graduate-level expertise in fields such
as finance, general management, and
computer science. Many in our profession have learned the hard way,
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however, that they must take the extra
step of translating that knowledge into
language relevant to their organization.
Relying on jargon and esoteric concepts
to impress others usually results in
negative appraisals.
Executives must view you as having
knowledge that is of real value to the
organization and prevents you from
being easily replaced. Unfortunately,
the disciplines around library science
are rarely perceived in this way and are
not likely to be in the future. Continuous
advocacy must occur in terms that are
consistent with the culture and business context of the organization and
not framed in the esoteric language of
library and information science.
A deep and clear understanding of
relevant business issues, languages
and theories that affect the parent
organization—in particular, where and
how the library delivers specific value.
A deep understanding of your organization’s business and the context within
which it competes is the bedrock of
continuous advocacy. It is imperative to
conduct a real assessment of how information is managed, valued and used
within your firm and where you and
your team can deliver value. Knowing
how information is managed within your
organization is important. Information
rarely flows freely in most firms; if it is
not shared, it cannot be used effectively. If information is highly valued, the
politics of information where you work
will be even more intense.
Learning how to manage the politics
of information is a core skill and one
that (again) creates opportunities for
advocacy. You are advocating for your
value when you speak the language,
act the part, become a team member
and work toward gaining acceptance
into “the club.”
Strong interpersonal and communication skills. When we need information, we most frequently turn to
sources (including people) we trust.
Special librarians need to build trust
with groups and individuals who can
best help meet the goals of the firm.
Strong interpersonal and communica-
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tion skills will help you advocate with
your management and your team to see
the wisdom of customer segmentation
and will help you understand which
customers are those who will propel the
firm forward. Working closely with these
groups and individuals and advocating
for resources to support them is a key
component of continuous advocacy.
Attitude, ability, adaptability.
Organizations change, and information
professionals need to change as well.
What is important one month may not
be the next. Attitude, ability and adaptability are necessary to succeed and
survive.

Key Takeaways
While some librarians possess one or
even two of these competencies, it is
quite rare to find one with all four. Yet
these are the very skills that support
continuous advocacy and can help
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ensure survival. Through continuous
advocacy, your customers will know
you are eager for them to succeed and
consider yourself a member of their
team as opposed to someone who
simply staffs a function called library/
information services.
Continuous advocacy is the first
step in marketing your brand, and the
additional model of core competencies
will, in our view, help you succeed.
Continuous advocacy ensures that
everyone in your organization knows
that you are the bridge to meeting their
information needs. Everything you do
should be geared to selling the service
you provide, so that management and
your customers become advocates for
you in turn. In this vein, we recommend
an excellent discussion of “marketing
your brand” and a great “pep talk” for
information professionals by Jill Strand
(2004). SLA
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Providing Thought
Leadership
USING VIRTUAL COMMUNITIES AND SOCIAL MEDIA,
THE DOW JONES KNOWLEDGE PROFESSIONALS ALLIANCE
SUPPORTS PEER LEARNING AND SHARING AMONG LIBRARIANS.
BY ANNE CAPUTO, MALS

L

ong before anyone ever used
the term “Information Age,”
libraries were the quintessential hubs for information
and librarians were the consummate
knowledge professionals. Today, librarians are the strategic data aggregators,
assimilators, organizers and disseminators found in many organizations
and industries. Their job titles include
chief information officer, Web developer, archivist, business intelligence
officer, community information officer,
data researcher, information architect, records manager, program manager, and research officer in addition
to librarian. Their roles are to make
meaning out of the myriad types of
information that bombard their organizations from all sides (including e-mail,
social media, news and RSS feeds, and
Internet search results) and convert

it into knowledge that can be used to
drive critical business decisions and
gain a competitive advantage in the
marketplace.
With information overload threatening
the efficiency of even the best information professionals, many of them are
turning to online tools, forums, social
media channels and like-minded communities for thought leadership and
assistance with managing their complex
job responsibilities more effectively.
One such community is the Dow Jones
Knowledge Professionals Alliance,
which made its debut at the SLA 2011
Annual Conference & INFO-EXPO.
Working with librarians in the field
and listening to survey respondents,
Dow Jones realized that information
professionals were looking for a place
where they could share information
and learn from each other. Dow Jones

determined that it could best advocate
for librarians and their interests by providing them with such a place. The tag
line for this community (“Learn. Share.
Thrive.”) reflects Dow Jones’s commitment to advocating for librarians, as
does the mission statement:
We are a global community of knowledge professionals who appreciate the
impact and power of authoritative information applied to research, market
intelligence and organizational strategy.
Via this community, we will learn from
each other, share insights and techniques and strengthen our professional
expertise.
The content contained in the various sections of the alliance’s Website
(www.know.dowjones.com) is designed
to expand librarians’ universe of knowledge by sharing relevant, timely and
valuable information. The site provides

ANNE CAPUTO is the executive director of Dow Jones Learning & Information Professional Programs, where she
is responsible for the planning and development of learning initiatives for Dow Jones product training and for
marketing and strategic alliances tor information professionals. She is also an adjunct faculty member in the
College of Library and Information Services at the University of Maryland, where she teaches a class titled “Access
to Information in Electronic Environments.” She served as president of SLA in 2010.
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The way you communicate, both
verbally and in writing, reﬂects the
level of your engagement in the
business of your organization.
a variety of free tools and resources to
assist with professional development
as well as monthly features that both
inform and entertain.

Fresh Content
The home page presents a monthly
feature article that addresses a relevant
and timely topic for information professionals. To date, the articles—each written by a thought leader on the subject
matter—have covered topics such as
information overload, information science research as it contributes to commercial product development, and the
“fee vs. free” debate. The June 2011
article, which discusses using social
media as a business tool, also featured
a YouTube video, titled “Social Media
101,” as a primer for those who are
unfamiliar with common social media
tools such as Facebook and Twitter.
This video is designed to educate informational professionals about the most
common ways to send and receive
valuable information and to establish
ongoing professional relationships.
The “Take Our Latest Poll” feature,
also on the home page, checks the
pulse of fellow knowledge professionals
by asking questions about trends and
issues in the information arena. Past
survey results are archived on the site
so you can access results even after the
polls have closed. Recent polls have
sought answers to questions such as
the following:
 Does your organization use behindthe-firewall social media tools
(e.g., Yammer, SalesForce Chatter,
SharePoint social features, etc.) to
share business information?
 Does your library have a strategic
plan?
 How do you prefer to read books?
 Do you suffer from information over-
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load?
 Which of the following is the major
contributing factor to information
overload for you?
 What will be the most important area
of learning for you in the next 12
months?
Other site features that change frequently include the “Hot Link of the
Month,” YouTube-hosted interviews,
“Learning Tips” for Factiva users, and a
knowledge professionals industry news
feed from Factiva. (While 60 percent of
the 3,000 current alliance members are
Factiva subscribers, there is no requirement to be a Factiva subscriber to join
the community.)

Professional Toolkit
The primary resource for professional
development on the site is a toolkit.
Its purpose is to educate knowledge
professionals on specific topics that will
elevate their position and increase their
organizational effectiveness and value
to management.
The Knowledge Professionals Toolkit
offers practical guidelines, protocols,
examples, and checklists for common
business practices to help information professionals at any stage in their
career develop a portfolio of additional
skills and knowledge that will benefit their managers and organizations.
Toolkit sections include the following:
Conducting information needs
assessments. In an environment where
information overload is the “new normal,” how can librarians focus their
attention on the information that is most
likely to be helpful to particular roles or
work groups in their organization? By
conducting periodic information needs
assessments, information and knowledge professionals can identify what
people need to know to answer busi-
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ness questions and perform their roles
more effectively.
This section provides practical tips
for assessing user information needs.
A checklist designed to keep information professionals organized and on
task while assessing the information
needs within their organizations also is
provided. The content is organized as
follows:
 Reasons for conducting an information needs assessment;
 Planning;
 Approaches to collecting input;
 What to ask/assess;
 Establishing a timeline; and
 Leveraging needs assessment
results.
Strategic planning. Strategic planning isn’t an activity only for the C-suite;
it’s a critical exercise for every business
unit, necessary to establish consistency
in the organization’s vision and objectives. An information professional’s strategic plan needs to incorporate a vision
and an action plan for the effective use
of information and knowledge resources
to support organizational and departmental goals.
The toolkit section titled “Strategic
Plans for Managing Information &
Knowledge Resources” provides detailed
information and tools to help librarians
prepare a strategic plan for their role
within their organization. A checklist
is included to ensure that information
professionals who are responsible for
developing a strategic plan stay on
track with the major tasks they need to
perform.
Section components include the
following:
 Definitions of a strategic plan;
 Advice on collecting inputs and
insights;
 Components of a strategic plan;
 Formatting tips;
 Performance indicators and measuring success; and
 Benefits of a strategic plan.
Measuring return on investment.
Acquiring information and building platforms to share knowledge across organizations can be costly, so it is under-
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standable that management demands
accountability and looks for ways to
justify their investment in this area. It
is difficult, however, to calculate the
return on investments in information
resources, knowledge management systems and learning programs because of
the uncertainty over how or when the
information is actually used.
The section titled “Measuring Return
on Investment” provides structured
guidelines for assessing the value of
information and knowledge products
and their impact on the organization.
These results can be especially advantageous when it comes to enlisting
budget support and project funding. A
checklist is included to help information
professionals establish a defensible ROI
case or cost-benefit analysis.
Key components of this section
include discussions of the following:
 Typical investments;
 Meaningful metrics;
 Collecting data and feedback for
estimating ROI;
 Approaches to measuring benefits;
 Presenting estimates of value; and
 Challenges and opportunities.
Information professionals in a consulting firm recently used these guidelines
to survey users of a pilot industry portal,
which contained targeted content from
Factiva. The results helped them gain
support from upper management for an
industry portal template that could be
used across the firm.
Communicating effectively. The
number and diversity of communication
vehicles at our disposal today are staggering: Twitter and other social media
venues, Webinars, e-mail, instant messaging, printed media, and telephones
connect us to our colleagues, friends,
and business partners. It’s important
to remember, however, that business
communication is most effective when
it not only helps us connect with others but also helps us capture and keep
their attention.
As a knowledge professional in your
organization, the meaningful information you disseminate has the power to
influence critical decisions. The way
you communicate, both verbally and

in writing, reflects the level of your
engagement in the business of your
organization.
The section titled “Effective
Communication
for
Knowledge
Professionals” offers sound advice to
help you assess your individual communication style and skills in the areas listed below. An index of helpful resources
provides book and Website references
that may be useful if you want to
improve your communication skills or
address certain traits that interfere with
your effectiveness as a communicator.
And, as with the other toolkit topics,
a checklist—in this case, to help you
assess your communication style—is
included.
Section topics include the following:
 First impressions;
 Nonverbal communication;
 Written communication;
 Oral communication;
 Active listening;
 Audience; and
 Content of your message.
Jan Sykes, president of Information
Management Services, Inc., developed
these four sections of the toolkit. Jan
consults on a range of information management projects to help organizations
make relevant internal information and
published content easily and readily
accessible to those who need it.
The Knowledge Professionals Toolkit
section will continue to grow as additional personal development topics that
are designed to increase the value of
the information professional’s role to
management and the organization are
identified.

Additional Resources
The Knowledge Professionals Alliance
also gives members access to other
resources, such as a list of Websites
that may be useful to those in the information industry and to organizations
that have unique applications for business information. Links to timely and
relevant resources, including articles,
white papers and other tools, are available in the “Expand Your Knowledge”
section, which is designed to help infor-

mation professionals learn, share and
thrive as a community.
Alliance members can also access
the Dow Jones Speakers Bureau for
one-hour professional presentations.
Subject matter experts are available to
speak on several timely and relevant
topics, including marketing the information function and measuring corporate
investment in information.
Social media are additional resources that the Knowledge Professionals
Alliance encourages its members to
use. Dow Jones uses Facebook and
Twitter as outreach tools to communicate with information professionals and
as non-traditional resources for some
products, including Factiva and Dow
Jones Insight. Factiva’s twitter account,
www.twitter.com/factiva, offers complimentary “Snapshots” to help expand
information professionals’ knowledge of
specific industries.
Snapshots are a simple yet effective
way to find, analyze and monitor news
on specific industries in a single place.
This feature has a rich variety of content
that presents filtered news in organized,
consumable modules. Relevant information can be re-tweeted to those who
have an interest or need to know.
The many social media channels
available today provide an unlimited
opportunity for people to connect with
one another, share news and information, and solve problems on a global
basis. In virtual communities such as
the Knowledge Professionals Alliance,
members are unencumbered by the
physical boundaries of time and space
and thus have the ability to connect
with, and tap into the intelligence of,
experts in any field and to get up-tothe-minute news from anywhere in the
world.
The power of social media is indeed
staggering. For example, Facebook
and LinkedIn facilitate a “meeting of
the minds” of knowledge professionals by allowing them to “like” others’
fan pages and join groups. Through
Twitter, knowledge professionals can
follow “tweeters” who are thought leadContinued on page 35
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Interacting with
Senior Management
GETTING ‘FACE TIME’ WITH SENIOR LEADERS ENABLES LIBRARIANS
TO BUILD PROFESSIONAL RELATIONSHIPS AND DEMONSTRATE THEIR
EXPERT KNOWLEDGE AND BUSINESS ACUMEN.
BY CINDY SULLIVAN

H

aving recently spent 16
months of my career
unemployed and searching for a new job opportunity, I took some time to orient myself
in a new direction. This was something
I had been thinking about for a few
years, but never could find the time to
focus on (what with working more than
a full-time job, raising two children, and
keeping a household and family connections intact and humming). Now
that I was detached from a workplace,
this was my chance to take a sabbatical
of sorts and move myself in a whole new
direction.
Was it a little scary? Sure—but I
thought, why not? If not now, when?
I set about developing a series of
workshops that would focus on interacting with the senior management in
an organization. The workshops would

provide step-by-step techniques and
programs to develop relationships with
senior managers and keep them going
over time.
Much of my own management expertise had been acquired through many
years of applying and developing such
techniques and programs. That experience had taught me that the key ingredient in developing and maintaining
relationships with senior management
was creating the perception of operating on the same playing field. I felt it
was necessary to be perceived as a
partner in order to contribute to the
strategic direction of the organization
and demonstrate the leadership qualities that are valued by management.
Let’s face it—you can have an
advanced library that utilizes cuttingedge technologies and approaches for
delivering library services, but if you

can’t integrate it into the organization’s
mission in a meaningful way, it will only
be a temporary service until someone
at the “big dog” level identifies it as a
cost-cutting target. As a result, I felt that
it was extremely important for library
managers to be perceived as being on
the same plane as their senior team
in terms of management techniques,
thought leadership, and implementing
the overall organization’s strategic plan.

Developing the Workshops
The next step was to start developing
workshops that would teach these skills
in a step-by-step format. The second
workshop I developed, Engaging Senior
Management in the Library’s Mission,
focuses on techniques and programs
to provide regular interaction with the
senior team. I had a definite plan in

CINDY SULLIVAN has more than 25 years of experience managing libraries in a global financial services
organization. Her particular expertise is using technology strategically to deliver library services. She
can be reached at cbsullivan02364@comcast.net. For more information about her workshops, visit www.
csullivanstrategicinformation.com. To join in the conversation about interacting with senior management, post a
comment on her blog at www.csullivanstrategicinformation.com/blog-2/.
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terms of the techniques on which I
wanted to focus. Naturally, I chose the
ones I had used and with which I had
achieved a level of success.
At this point, however, I decided to
survey some SLA members out in the
blogosphere to learn about what other
organizations are doing along these
same lines. To my surprise, seven or
eight fellow librarians responded almost
immediately. At this point, I knew I had
hit a sweet spot.
I was delighted to find that other SLA

were designed to provide regular, personal interactions with the members of
the senior team. I felt such interactions
were essential in order to accomplish
the following:
1. Demonstrate business acumen;
2. Exhibit expert knowledge; and
3. Build a relationship.
The programs that I implemented
included an executive briefing series
and a library steering committee. The
executive briefing series was an oppor-

TABLE 1: LIBRARY SERVICES DELIVERED
TO SENIOR MANAGEMENT
Organization

Products/Services Delivered to Senior Team

Consulting Organization
Library

Research briefings, including company profiles with SWOT analyses, industry trending, and
analysis pieces for the operating committee

Consulting Organization
Library

White papers, conference papers, and other
thought leadership pieces

Pharma Library

Daily electronic delivery of analyses and
commentary for senior vice presidents and other
executives to help them monitor the competition

R&D Organization Library

An executive briefing program to bring senior
management leaders together to learn about and
engage on common issues

R&D Organization Library

A steering committee of senior business leaders
to engage regularly with the library, identify gaps
and opportunities, and provide feedback

Association Library

Blog with daily e-mail update focusing on
management practices

Public Library

Proactive research and reference services to
prominent individuals in different types of
organizations and fields (e.g., lawyers, medical
professionals and business professionals)

members were in sync with their executive teams and providing library services
to this segment of their client base (see
Table 1). For me, however, it was all
about the face time. The techniques
that I had used and was advocating

tunity to assign each member of the
executive team to a session that focused
on a particular strategy or initiative
related to his or her unique challenges
or areas of responsibility. Implementing
this series required conducting some

up-front research to identify an analyst
or consulting service that would serve
as the subject matter expert (SME).
From there, I would meet with each
member of the executive team to identify the issues that would form the basis
of the session’s agenda.
Each year would bring a new set of
challenges, a new strategic plan, and
a need for a new executive briefing.
This made the program sustainable,
because there was no end to the new
challenges that would be faced year
over year and, thus, no end to the need
for a briefing that would offer face time
with the top-level decision makers.
The library steering committee, on
the other hand, provided the opportunity for the library team to set its agenda,
mission, goals, and so on. This was the
time for the team to demonstrate their
leadership qualities in action. I made a
point of recruiting steering committee
members from organizations in which
the library had little exposure. In this
way, I could develop new customers for
the library’s services.
I also made sure to include a member of the steering committee from an
organization where the library’s services
were in demand and valued. You see,
sometimes you need to “stack your
deck” to ensure a degree of success.
I feel that, at times, we often neglect to
think about strategies for managing our
own organization.
Managing the steering committee
provided the library team with a forum
to be perceived as thought leaders with
respect to research and information
management. It proved to be a great
venue for demonstrating the careful
planning and analysis that went into
delivering library services. To ensure
success with this approach, it was
important for library team members
to step up and take responsibility for
all aspects of the steering committee,
including developing a mission statement for the committee, creating the
agenda for each meeting, and so on. It
was also incumbent on the library team
to identify the skills and perspectives
Continued on page 35
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SERVICE CONSOLIDATION

Gauging the Use of
Academic Science
Libraries
USING A VARIETY OF ASSESSMENT TOOLS, SCIENCE LIBRARIANS AT
A PUBLIC UNIVERSITY COMPILED DATA SUPPORTING THE CONSOLIDATION
OF COLLECTIONS AND SERVICES INTO INTERDISCIPLINARY SPACES.
BY ANGELA BARDEEN, MSLS, CHAD HAEFELE, MLIS, ZAHRA KAMAREI, MLS, DAVID ROMITO, MS, PAM SESSOMS, MSLS,
SUSAN SWOGGER, MLIS, REBECCA B. VARGHA, MSLS, K.T. VAUGHAN, MSLS, AHIP

I

n October 2010, the University
of North Carolina-Chapel Hill
(UNC) formed a Task Force on
Science Libraries and Collections
to investigate how library services for the
sciences are provided and how science
collections are built on the campus. The
task force, which comprised the authors
of this article, was charged with providing recommendations on current and
future needs in both of these areas. The
impetus for this project included (1) the
fact that scientific literature increasingly
is available in electronic form, (2) questions about the way scientists approach
literature research, and (3) budget constraints.
Due to environmental demands, the
task force’s timeline was greatly accelerated, and a deadline of February

2011 was established. Over the course
of four months, the task force reviewed
the literature, performed an extensive
environmental scan and peer comparison, created and administered a survey
of faculty and graduate students, and
conducted focus groups with graduate
and undergraduate students. We hope
others going through similar processes
may benefit from our experience.

Reviewing the Literature
We started by surveying the literature,
which showed that the landscape of
academic science libraries has shifted
significantly over the last 20 years. The
return on investment (ROI) calculations
for resources such as staffing, space
and collections/services have become
even more important during budgetary

downturns and recessions. The literature on science library consolidations
clearly indicates that this perception of
a “new normal” is far from new.
In 1999, the Association of College
and Research Libraries (ACRL) surveyed 122 member libraries and used
the results to develop guidelines and
standards for branch libraries in academic institutions and to compile a
SPEC Kit (ACRL 1999). The objective was to answer the quintessential
question of centralized or decentralized
services and collections in academic branch libraries. These guidelines
helped inform our own study.
Also in 1999, Jean A. Poland wrote
an article describing the centralization
of the engineering, mathematics and
physical sciences libraries at Cornell

All authors are or were affiliated with the University of North Carolina at Chapel Hill (UNC). ANGELA BARDEEN is the subject
specialist for psychology and social work; CHAD HAEFELE is the emerging technologies librarian and computer science subject
specialist; DAVID ROMITO is the subject specialist for biology at the Kenan Science Library; PAM SESSOMS is library director for the
undergraduate library; SUSAN SWOGGER is the collections development librarian for the Health Sciences Library; REBECCA VARGHA ,
a former president of SLA, is the librarian and an adjunct faculty member at the School of Information and Library Science; and
K.T.L. VAUGHAN is the pharmacy librarian at the Health Sciences Library and a clinical associate professor of pharmacy in the
Eshelman School of Pharmacy. ZAHRA KAMAREI is a subject specialist in physical sciences and was the head of science libraries at
UNC; she is currently the director of science and engineering libraries at University of Rochester.
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University (Poland 1999). Six years
later, Andrea Twiss-Brooks wrote an
article about the closure of the University
of Chicago Chemistry Library (TwissBrooks 2005). She described specific
factors that produced a “tipping point”
that preceded the closing of the library,
which was almost 100 years old.
These sources revealed that the most
common reasons for consolidation
included the need to cut costs, changes
in higher education, and declining foot
traffic in libraries. The trend toward
embedded librarians in academe and
the rise of digital content in libraries are
creating a paradigm shift for science
libraries in academic settings, which
the literature consistently reflects.

Scanning the Environment:
Our Own Populations
Our charge was to investigate library
services and collections for the sciences, making it necessary to define
and describe the sciences as they exist
at UNC. This was more complex than
simply looking at the names of each of
the science libraries—there are many
different groups that use each library,
each with its own needs, purposes, and
requirements. We needed to develop
a complete roster of the different user
groups before we could even begin to
seek out direct user feedback.
The sciences at UNC are distributed among the College of Arts &
Sciences and five health sciences
schools. Though we were focusing on
the four branch science libraries, the
interdisciplinary nature of much science research meant that many health
sciences users might also be regular
users of the science libraries, and vice
versa. To account for this, we made a
list of each of the basic science departments in the health sciences as well as
the science departments in the College
of Arts & Sciences. We used this list to
define and recruit the focus groups and
develop the surveys that provided feedback about the science libraries.
We also collected information about
the number and types of undergraduate majors, advanced degrees, faculty,
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research activities, and accreditation
requirements for each of the selected
science departments. Most of the needed information about the more than 600
faculty (including adjuncts and emeriti) and the 4,735 students (including
undergraduate, graduate, and postdoctoral) was readily available from the
university’s administrative offices or the
departments themselves. Accreditation
information was, in some cases, hidden
on departmental Websites or only available from the accrediting body itself.
All of the standards we reviewed discussed library support, and all simply
required that facilities and information
resources must be sufficient and appropriate to support the scholarly and professional activities of the students and
faculty (though some had a few additional strictures). The looseness and
flexibility of these requirements gave us
considerable leeway when making our
eventual recommendations.

Scanning the Environment:
Branch Libraries
Our internal environmental scan included a close examination of the aggregate
and distinct activities of four branch science libraries: the Brauer Math/Physics
Library, the Couch Biology Library, the
Geological Sciences Library, and the
Kenan Science Library.
Statistics have been collected for
many years about assorted library activities and resources. These statistics, in
combination with the known history of
campus and library staff and departmental changes, provided rich data
with which to track trends. We had
information about activities such as reference transactions, instructional sessions, and collection development and
management decision making; we also
had library usage statistics, including
data on gate counts, item circulation,
interlibrary loan activity, and volume
count changes. Physical and computer
resources were described in detail—the
total numbers of public access computers, seats, and study rooms and spaces,
as well as scanner, printer, copier, and
software availability.
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Comparing Peer Institutions
We conducted a scan of institutional
and library peers to evaluate UNC’s
relative position among them and to
identify trends in the management of
science collections and services. The
peers list was created by combining
the official UNC institutional peers list
with relevant libraries ranked 12-22
on the 2009 Association of Research
Libraries (ARL) list. North Carolina State
University was included as a local peer.
This process resulted in a list of 20 total
institutions (including the Chapel Hill
campus).
In the primary analysis, the Websites
of these 20 schools were examined
to determine the number of science
service points, including both branch
libraries and the main library if applicable, and the number of science librarians providing some level of public
services in any area of science. We
subsequently revised the parameters to
exclude libraries and librarians focused
solely on health, medicine, engineering, and agriculture. In addition, we
used ARL statistical data for personnel
and facilities for 2008-2009 (the most
recent tables available at the time) to
derive the percentage of service points
and percentage of professional librarians tasked with science support.
A secondary analysis was conducted
to examine Websites and/or contact
librarians directly to identify trends.
Contacting a colleague by telephone
was more useful than using library chat
services. We learned that many university libraries have recently merged their
science collections and services or are
in open discussions to do so. Biology
libraries tend to merge with health
sciences collections, while chemistry
libraries often stay separate from other
merged branches.

Compiling Feedback from Users
We knew our timeline was ambitious,
especially considering that we intended
to conduct surveys and focus groups,
both of which are considered human
subjects research and thus must be
approved by UNC’s Institutional Review
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environmental scan. We received 170
responses, split nearly evenly between
faculty and graduate students.
The responses showed that the frequency of use of the physical library
varied widely by department. The
Departments of Mathematics and
Geological Sciences were the heaviest
users of their “home library,” with twothirds of survey respondents reporting
daily or weekly departmental library use.
Not surprisingly, these two departments
indicated that closing their departmental library and relocating the collections,
services and staff would be a “major
inconvenience.”
The frequency with which library
users visited multiple departmental science libraries other than their home
library was particularly interesting. For
example, 20 percent of geological sciences respondents reported visiting the
biology library daily or weekly, and

Board. The survey, focus group scripts,
and recruitment materials were drafted
quickly and submitted to the IRB.
Eight faculty and student members of
the Health Sciences Library’s Advisory
Council participated in a pilot of the
survey. Based on their feedback, we
made several changes to the survey to
increase question clarity.
After determining that the risk to
subjects involved in this research was
no more than minimal, the IRB granted
its approval on 20 December 2010.
This timing worked well, since it meant
the survey and focus groups could be
deployed early in the spring semester.
Survey of faculty and graduate students. We conducted our survey using
Qualtrix and made it available for faculty
and graduate students from January
18–February 2. We e-mailed the survey
to faculty and graduate student listservs
in the departments identified by our

Figure 1. How frequently do you visit (in-person) the following UNC libraries?
Chemistry (n=18; 3 faculty; 15 graduate students/other)
Monthly

Daily or Weekly

Biology 5%

14%

About once a semester

About once a year

Never

18%

64%

Geological
Science

100%

Health Science
Library 5% 5%
Kenan Science
Library (Chemistry)

40%
17%

Math-Physics

10%

Other UNC library
(please specify)

10%

0%

40%

29%

10%

25%

8%

21%

10%

70%

24%

10%

10%

20%

30%

14%
40%

19%
50%

60%

33%
70%

80%

90%

100%

Geology (n=18; 10 faculty; 8 graduate students/other)
Monthly

Daily or Weekly

Biology

20%

7%

About once a semester

About once a year

13%

60%

Geological
Science

67%

Health Science
Library

13%

Kenan Science
Library (Chemistry)

13%

Math-Physics

14%

Other UNC library
(please specify)

7%

10%

17%

17%

7%

73%
27%

60%

14%

29%

23%
0%

Never

20%

23%
30%

40%

43%

8%
50%

46%
60%

70%

80%

90%

100%

32 percent of physics and astronomy
respondents reported visiting the chemistry library at least monthly.
Figure 1 illustrates the differing use
patterns of survey respondents from
the Chemistry and Geological Sciences
Departments. The geological sciences
respondents used their home library
more heavily than chemistry students
and faculty used theirs. Both departments were steady users of libraries
beyond their home libraries.
Both faculty and graduate students
were most likely to visit the library to
check out books or journals. Faculty
reported their second most common
reason for using the physical library was
to get assistance from library staff, while
for graduate students, using the library
as a place to study came in second.
Not surprisingly, both groups reported
that electronic resources (e-journals,
e-books, etc.) were most important for
their research and teaching.
Direct feedback from faculty. Direct
feedback from faculty was collected
through departmental meetings with the
university librarian, associate university
librarian for collections and services,
and science librarians. Several interested faculty continued conversations
in later meetings and through e-mails
to the science librarians and library
administration. These conversations
further drove home the points that faculty prefer having the ability to browse
the physical collection and that being
able to access materials from across
disciplines in one physical space would
be beneficial, since that would save
a trip to a separate discipline-specific
library. They also emphasized the interdisciplinary nature of their research.
The mathematics faculty members
were especially passionate in defending
the library as their laboratory and as a
place for research and instruction for
their students. All faculty felt that print
journals already available online could
be sent to storage, but wanted volumes
exclusively available in print to be physically available for browsing.
Focus groups with students. The
focus groups were advertised through
fliers posted in the campus science
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buildings and libraries as well as through
e-mails sent to departmental and science club listservs. Publicity materials
mentioned free pizza and soft drinks as
incentives for participation. Sessions for
graduate students and undergraduate
students were kept separate to help
foster a sense of comfortable communication among peers and because we
felt that the two groups would differ in
their needs and attitudes.
We conducted four focus groups with
a total of 14 graduate students, 8 of
whom were from the Department of
Mathematics. The graduate students,
like the faculty, emphasized the importance of browsing. While they valued
the convenience of their home libraries,
they also mentioned that the interdisciplinary nature of their research took
them to other libraries at times.
The graduate students indicated no
clear format preference for printed or
electronic materials overall, but most
preferred electronic journal articles and
printed books. They expressed specific frustrations with e-books, noting
the difficulty of accomplishing simple
tasks like printing a chapter quickly
and easily and assailing the poor image
and typeface quality in math e-books.
They said they valued the assistance
provided by the library staff in locating
library materials, and a few described
good experiences with receiving indepth research assistance from their
subject librarians.
It was very difficult to recruit undergraduates to participate in the focus
groups. A total of seven undergraduate
students attended one of three focus
groups. Participants said they primarily used the science libraries for physical study space and for browsing the
print collections. None had met with
their subject librarian—they generally
preferred to conduct their own online
research and expressed a desire for an
easier search mechanism, particularly
for journal literature.

Presenting the Report
The literature review, environmental
scans, peer institution comparison, and
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user feedback all supported consolidating collections and services into interdisciplinary spaces. We presented our
findings and conclusion in a report to
the university librarian and associate
university librarian for collections and
services in February 2011. Our findings
helped to support subsequent decisions regarding science library collections and staffing.
After reflecting on the four-month
process, we made a list of what was
especially successful, what we might
have done differently, and ideas for
future studies of a similar nature. The
things that worked are as follows:
 Timing for student feedback
(mid-January to February);
 Overall publicity (surveys and
graduate student focus groups);
 Weekly meetings of task force
(based on timeline);
 Composition of the task force (librarians from different parts of campus);
 Shared goals and mission articulated
early in the process, thereby fostering trust;
 Moving forward without always
waiting for each member of the
task force to respond; and
 Using Google Docs to share
information.
We agreed that in the future we
should allow more time for gathering and analyzing data but less time
for conducting the focus groups for
students (they ran approximately an
hour per group). We also concluded
that we should gather more input from
undergraduates (specifically science
students) and use different strategies to
capture their valuable insights.
One idea we proposed for future
consideration was to conduct an iPad
survey on the fly to attract more undergraduates (we could bribe them with
donuts). This was recently found to
be very successful in another user
feedback project conducted by the
UNC libraries. We also proposed asking core faculty if they would be willing
to advertise focus groups and surveys
by posting notices on a course page or
announcing them in class. SLA
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MARKET SHARE

Developing Your
Professional Narrative
Develop a coherent narrative about yourself by identifying
a weakness and turning it into a strength that people will
remember.
BY JILL STRAND, MLIS

Still hanging in there with me as we continue with the branding theme outlined
in the March issue of Harvard Business
Review? Fabulous! Here’s what’s next:
Developing a professional narrative that
encompasses your wide range of skills,
experience and interests. By having
a coherent narrative that incorporates
all these areas, you are solidifying your
personal brand.
So, where to start? In her HBR article,
Dorie Clark suggests turning your weakness into a compelling strength that
people will remember. To do that, she
recommends focusing on the value
your prior experience brings and making sure your narrative is consistent with
your past.
Since real-life examples are always
better than abstract concepts, I put out
another call to fellow SLA members to
share their experiences. Once again, I
was well-rewarded.
Annabel Colley has been a freelancer
for about 9 years after a 15-year career
at the BBC. While she left her job to
have more flexibility to spend time with
her family, she quickly realized the
challenges a freelance info pro faces.
“If you do this, you have to really work
hard to be visible,” she says. “I spent a
lot of time as a freelancer reporting from

knowledge management conferences
and writing white papers and a column
for CILIP Update magazine as well as
doing market research. At times I felt
that what I was doing was pretty routine
compared to some of the more exciting
and more senior roles I had had at the
BBC. Yet I kept networking through
SLA, the City Information Group, the
London Information and Knowledge
Network, and others, so I was always
listening to what info pros were up to
and what the issues were.”
Eventually, Annabel’s persistence
paid off. “Through personal contacts, I
have since moved into market research
and competitive intelligence and have
two main clients, a global media company and the U.K. India Business
Council,” she says. “With this position,
I feel I am back where I belong, yet I
also have a more of a commercial as
well as a strategic outlook than when I
was with the BBC.”
Annabel found that working part
time (and writing about information
and knowledge management strategically) across so many different sectors
allowed her to gain an understanding
of different business functions and how
they fit together. “The sectors may
change, but the strategic challenges of

management and leadership are similar,” she says.
Eva Stefanski is an information architect in enterprise content management
with Northwestern Mutual, a large insurance provider. Having worked in four
careers in five states at jobs in public,
private and academic institutions, she
recognizes that her background can
make her appear “flighty or uncommitted” to some employers.
“Organizations that consider employee longevity as a priority often question this part of my background,” she
says. “I explain the value proposition
this way: My range of experience and
diversity of background make me a
highly adaptable employee who brings
new ideas to the table. This can be
particularly valuable at a company that
is populated by employees who have
never worked anywhere else. My ability to leverage experiences I’ve had in
other work environments has proved a
valuable asset to my team.”
Eva is quick to point out that all librarians can benefit from taking this sort of
approach. “The great thing about the
skills of an information professional is
that they translate easily to different
service areas while still retaining their
value,” she says. “I have worked with
physical assets, which involves spatial
management, accessibility, usability and
a variety of communication strategies
for reaching a target audience; these
are the same skills that I have also used
with virtual assets in developing solutions for managing, processing, storing
and finding information in a completely
digital environment. Once you take the
librarian out of the library, you would
be amazed at how easily their expertise
adds value in a new context.”
Anujaa Navaratnaa works for a global

JILL STRAND is director of the Information Resources Library at the law firm of Maslon Edelman Borman & Brand, LLP
in Minneapolis. An SLA Fellow, she is currently chair of the SLA 2013 Conference Advisory Council and professional
development chair for the SLA Legal Division. She previously served as chair of the SLA 2011 Nominating Committee,
president of the SLA Minnesota Chapter, and chair of the Public Relations Advisory Council and was a member of the
2011 Conference Advisory Council, She can be reached at jillstrand@gmail.com.
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financial services firm in India. She
notes that five years ago, her corporate
library could not really align itself with
the organization at an individual business level.
“One reason was a lack of professionally qualified people on the team,”
Anujaa says. “The library was perceived
as a cost center without much value. I
did not have any concrete evidence to
justify hiring more people.”
All this changed, she says, when
she began using trained librarians on a
contract basis.
“We experimented with a relatively low-risk method of expanding the
team by recruiting MLIS professionals
through a one-year contract with an
external consultant,” Anujaa explains.
“At the end of one year, we were well
embedded into different businesses.
Business directors were then convinced
of the capabilities of the library team
and agreed to shift from this recruiting
model to the traditional recruitment
model of taking MLIS professionals

fresh from university. My team now
has 12 members compared to just 4
in 2006.”
Today, Anujaa’s team is embedded
in businesses across the organization.
They are able to provide businessfocused services and reading facilities
that are now perceived as adding value
to the organization.

‘Not a Bad Profession’
Each of these examples offers excellent guidance on how we can draw on
our past experiences, re-cast perceived
weaknesses as strengths, and develop
a consistent narrative that others will
remember. Rather than just end here,
however, I want to share a wonderful
analogy forwarded to me by a librarian
and certified archivist with more than
15 years of experience in the federal
contracting sector (she prefers not to
share her name.)
“In ‘A Man for All Seasons,’” she
says, “when the character Richard Rich
receives Thomas More’s sage advice

to become a teacher, Richard replies
despondently that even if he became a
fine teacher, who would know it? More
replies that Rich himself, his pupils, his
friends and his God would know it. ’Not
a bad public, that,’ More concludes.”
This librarian draws a similar conclusion from her own career. “As a contractor who has managed demanding
jobs, unemployment and underemployment, I have been grateful in a similar
way for all my stakeholders, be they
patrons or professional librarians, mentors or mentees,” she says. “At all my
work sites, the scientists, policymakers,
and info seekers of every stripe have
gotten my best service; and whether in
a job or out of one, my professional colleagues have welcomed my volunteer
work, writing, mentoring, and service on
association boards. Not a bad profession, that.” SLA
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Advocating for Yourself

Librarians can take a number of steps to market
the value and skills they offer that are unrelated
to their presence in a physical library.
BY STEPHEN ABRAM, MLS

This issue’s theme is about advocating
for librarians. This is distinctly different
from advocating for libraries.
A significant number of librarians
today practice our profession outside
the bounds of physical libraries. Indeed,
some of the largest employers of librarians are in the information industry—
publishers, vendors, database and
Website design firms, consulting firms,
etc. My current and my last few employers had hundreds of librarians, at every
level of the organization.
So, in keeping with this issue’s theme,
I am sharing my views on how to market
your value and skills as an information
professional who is not tied to a physical library. In particular, I am sharing
what I think works when you advocate
for yourself.
Be the brand. Mahatma Gandhi once
said, “You must be the change you want
to see in this world.” We must choose
to model the image and behaviors for
which we want to be known. If you want
to position yourself as approachable,
you must model that behavior. The
same goes for smart, friendly, accessible, tech savvy, networked, helpful,
caring, knowledgeable and every other
desirable attribute of a great librarian

or information professional. What do
you do to create an image as a unique
and significant combination of skills,
attitudes, and aptitudes that your organization can’t do without?
Tell stories. What we do and how we
deliver value are at once invisible, and
the value is mostly experienced in the
subjective minds and lives of our users.
The tangible aspects of our work are
secondary to the end-user experience
of increased confidence in decisions,
increased learning and knowledge,
and the creation of new knowledge
and inventions. Pointing to the tangible
aspects of our work only tells a small
percentage of our value story.
Our great facility with technology,
content in all formats, and search and
discovery needs to be put in context
and not just positioned as a simple collection or skill. The information professional has the valuable, unique role of
pulling these together and making the
magic happen. Tell stories that reinforce the experience of what we do.
Mine your network. You likely know
more people in your organization than
nearly anyone else. With that knowledge,
you can make connections between
people who need each other.

You also have a professional network
within SLA, plus you have the rest of
your library network. These networks
extend your value when you put them
to use for your enterprise. Finally, you
have your personal network of friends
and relatives.
These networks are something you
bring to your organization that can be
put to use to solve problems and make
progress. Find the overlaps between
your network and your users. Advocate
for yourself as a connection to the entire
world of knowledge.
Be visible. If you only stay in the
library, you’ll rarely encounter others
who can influence your reputation and
success. Attend industry meetings and
conferences and socialize with other
attendees. Participate in conference
programs and try to present at internal
meetings and industry conferences in
your organization’s area of expertise, not
just library conferences. Write for industry periodicals, too. The perception of
your reputation and value increases
as you become more involved in your
users’ world.
Share. Blog, tweet, and write articles,
books and columns. Build a reputation
in your field and your industry or sector.
Visibly demonstrate your knowledge and
expertise and critical thinking skills.
You have more knowledge about
the information space than you may
acknowledge to yourself. Access to
information is power, and sharing power
is a powerful thing. You know many of
the magic keys and techniques that
will help your users in their day-to-day
professional challenges. So, be the guru
you can be. Share your insights and
knowledge regularly and position yourself as the helpful, go-to person who
makes a difference.

STEPHEN ABRAM is a past president of SLA and is vice president of strategic partnerships and markets for Gale
Cengage Learning. He is an SLA Fellow and the past president of the Ontario Library Association and the Canadian
Library Association. In June 2003 he was awarded SLA’s John Cotton Dana Award; in 2009 he received the AIIP
Roger Summit Award. He is the author of a book, Out Front with Stephen Abram and a blog, Stephen’s Lighthouse. This
column contains Stephen’s personal perspectives and does not necessarily represent the opinions or positions of Gale
Cengage Learning. Stephen would love to hear from you at stephen.abram@gmail.com.
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Check out your signature. What does
your physical office look like? Is it professional or clerical in appearance? Are
there items that suggest your talents,
like degrees, awards and pictures? If
you’re not there, what would people
learn about you from your space?
Look at your e-mail signature. Does
it say anything other than your name?
Are your degrees on it? Are there links
to Web pages and other collateral that
speak to your talents? How about stationery? Do you use personalized letterhead? Are your business cards up to
date, and do they include your social
media presence?
All of these things represent you when
you’re not there. Ensure that they exude
the image and positioning you want.
Promote yourself. There is a difference between bragging and informing
people about interesting projects or
work you’ve done. Telling people serves
a dual purpose of making you part of
the social ecosystem of an organization
and positioning you as a professional
node and valuable contact.
If you’re an introvert, mine the literature for ways to make it work for you so
your contributions aren’t overlooked. If
you’re an extrovert, learn to engage all
of the people you work for—especially those who don’t match your style.
Ensure that your strategies are multidimensional and hit on all cylinders.
Choose your positioning carefully.
Librarians run the risk of being too
closely identified with our tools and
environments. Special librarians run the
risk of being tied to simplistic positions
that are limited to books, content, physical libraries, technology, tools, etc. This
positioning can easily serve to devalue
our role when the information ecology
changes. Be sure to tie your value to
the unique value-added professional
services and advice that make such a
difference in your users’ lives.
Advocate for yourself as an information professional. The physical library
is a secondary benefit that becomes a
mere chimera, a simple book collection without you. What are your magic
beans? SLA

Providing Thought
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Interacting with Senior
Management

Continued from page 23
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ers in their fields, thereby ensuring a
steady feed of knowledge and plenty of
information to “chew on” in 140-character tweets.
Many organizations use Twitter to
connect in real time with other businesses or consumers who are interested in their products or services.
Twitter provides an ideal forum for
gathering market intelligence and building relationships with market leaders,
prospects and customers.
This year’s SLA 2011 attendees may
recall the Foursquare check-in game.
Foursquare, a location-based social
networking application for smartphone
users, provided some competitive fun
for participants who checked in at
one of Dow Jones’ five locations at the
event for a chance to win a cash prize.
Information professionals might use
Foursquare to promote their organization’s physical collections and to launch
specific campaigns that will drive traffic
to their locations.
As the daily deluge of information
continues to besiege them, knowledge
professionals are discovering that identifying the proper social media channels
and online forums to get the answers
they need and participating in virtual
communities to share ideas with and
learn from their peers are no longer
options—they’re absolute necessities.
The Knowledge Professionals Alliance
provides access to both to help librarians enhance their skills and increase
their value to their organizations. SLA

we wanted each member to contribute
to the committee. This required a great
deal of thought and planning, but in the
end we benefitted from it because we
were partnered into more projects.

Building Confidence
These programs offered excellent leadership opportunities for mentoring the
library team. I would use the steering
committee meetings to showcase a
new product or service and have the
responsible library team member direct
the presentation for this segment of the
meeting. It provided members of the
library staff with the opportunity to step
up and interact with senior leaders,
perhaps at a much earlier time in their
career than would be expected. Over
time it became a very natural and routine aspect of managing the library.
One of the unexpected benefits for
me personally was the discovery that
managing the steering committee was a
confidence builder—I felt I could contact any member of senior management
to discuss a project I thought would
benefit from the library team’s involvement. With the amount of organizational
change and transition taking place,
these programs opened more doors in
terms of working with librarians and the
library.
Finally, these programs provided the
library team with a certain dynamic
quality and helped ensure that we were
always moving in the same direction as
our parent organization. There was a
freshness and energy in our organization knowing that new strategies and
changes would require the library team
to respond with services or new delivery
channels. SLA
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OTHER EVENTS

15-18 JULY 2012

SLA 2012 Annual
Conference & INFO-EXPO

SEPTEMBER 2011
19-21
12th Interlending & Document
Supply Conference
IFLA Document Delivery and
Resource Sharing Section
Chicago, Ill., USA

NOVEMBER 2011
14-16
Pharma-Bio-Med & BioSciences
Information Conference & Exposition
Pharma-Bio-Med & Biosciences
International Institute for
Information Professionals
Mestre-Venice, Italy
29-1 December
Online Information 2011
Incisive Media
London, England, UK

Chicago, Illinois, USA

WEBINARS:
Wednesday, 14 September 2011
Ask the Copyright Experts
Fall Update
Tuesday, 18 October 2011
Getting the Most Out of LinkedIn:
Advanced Searching and Features,
Part 1
Tuesday, 25 October 2011
Getting the Most Out of LinkedIn:
Advanced Searching and Features,
Part 2
Wednesday, 9 November 2011
CCM Open House: How Copyright
Affects Librarians, Publishers, and
Vendors

Can’t attend a live Webinar?
You can view Webinar
REPLAYS. These 90-minute
seminars from our Click
University programs were
recorded as they occurred,
so you’ll get the complete
experience of the original
session. Visit www.sla.org/clicku
for more information.
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ACS. .. .. .. .. .. .. .. .. .. .. .. .. .. . 26
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2012 SLA Board Election .. .. .. .. 2
SLA Career Center . .. .. .. .. .. .. .. 4
SLA Click U . .. .. .. .. .. .. .. .. .. . 19

Tuesday, 15 November 2011
Social on the Edge: The Best Social
Tools You May Not Have Heard Of
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Delivered via the IEEE Learning Management System

IEEE eLearning Library
The premier online collection of short
courses and conference workshops
The IEEE eLearning Library presents a better

Q

Advanced technology courses, written
and peer-reviewed by experts

Q

Earn CEU and PDH continuing
education credits

Q

Relaxed, self-paced, online

way to learn for technology professionals,
students and any organization who wants its
team to strive, excel and stay competitive.

Find out what IEEE eLearning Library
can do for your organization:

www.ieee.org/go/elearning

IEEE is a certiﬁed continuing education provider
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Here, the innovators
are inspired.
The innovators start with ProQuest Dialog™
. Designed to support innovation across the enterprise,
ProQuest Dialog delivers critical information to help your organization discover new opportunities,
validate the uniqueness of inventions, and bring new products to market. It’s a fresh approach to
precision searching based on relevancy, transparency, control, and completeness. Because, when you
have the right information, there are no limits on what you can do.

Discover. Validate. Market. Innovate.

Learn more | www.dialog.com/proquestdialog
DialogLLC

